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TABLE A - SUMMARY OF KEY SATISFACTION RESULTS FROM TENANT SATISFACTION SURVEY 2020 

ARC indicator 
number 

Measure 

% tenants very 
and fairly 

satisfied 2017 
(weighted by 
area team)  

% tenants very 
and fairly 

satisfied 2020 
(weighted by 
area team) 

Scottish 
Council sector 
average 2019-
20 (source ARC 
data, October 

2020 

Indicator 1 Satisfaction with Council’s overall service  86.9% 91.9% 85.5% 

Indicator 2 
Satisfaction with being kept informed about 
services and decisions  

88.3% 90.6% 85.7% 

Indicator 5 
Satisfaction with opportunities to 
participate in decision making  

85.6% 76.3% 80.6% 

Indicator 7 Satisfaction with quality of home  88.8% 87.4% 84.6% 

Indicator 12 Satisfaction with repairs service 85.1% 88.4% 90.7%1 

Indicator 13 
Satisfaction with management/contribution 
of neighbourhood by Council  

87.0% 84.9% 83.6% 

Indicator 25 
Rating of rent as very good or fairly good 
value for money 

83.6% 84.6% 82.9% 

  

                                                           
1 The all Council average includes transactional repairs data which generally produces higher satisfaction than the tenant survey 
approach 
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Executive Summary 

This tenant satisfaction survey was carried out by Knowledge Partnership on behalf of East Ayrshire Council’s 

Housing Service (the Council) using an interviewer led telephone questionnaire. The survey was administered 

between September 9th and October 30th 2020, and by the conclusion of the survey period, 669 tenants had 

completed an interview, comprising 45.5% of all sampled tenants. 

Overall satisfaction 

 Taking everything into account, 91.9% of Council housing tenants are satisfied with services overall in 2020 

whilst 4.8% are dissatisfied.  In 2017, 86.9% of tenants were satisfied overall, whilst the latest Scottish Council 

average (2019-20) for overall satisfaction is 85.5% (source: ARC data, published 30th October 2020) 

 Overall tenant satisfaction in 2020 varies slightly by location with a high of 93.7% satisfied in Kilmarnock North 

declining to a low of 89.4% satisfied in Kilmarnock Central & South. 

 

 Tenant satisfaction also varies by dwelling type e.g. 94.5% of tenants living in mid-terrace properties are satisfied 

overall compared with 86.5% of tenants living in 4 in a block (upper) homes.  In addition, tenants whose 

properties have 1 bedroom (93.9% satisfied) are more positive about overall satisfaction than those who live in 

4-5 bed homes (84.2%). 

 

 In general, households that are older and retired are more satisfied overall than those households where the 

tenant is younger, employed, other not working e.g. carer, unemployed, or looking after children. 

 

 When asked what their landlord did particularly well, 33.8% of tenants said customer service, whilst 17.7% said 

repairs. 

 

Housing quality 

 Most tenants (87.4%) are satisfied with housing quality (9.1% are dissatisfied).  The 2020 figure for satisfaction is 

similar to 2017 (88.8% satisfied) and is ahead of the Scottish Council average (84.6%). 

 

 Housing quality satisfaction is variable according to the type of dwelling the tenant lives in e.g. amongst end-

terrace households, 86.5% of tenants are satisfied with housing quality which contrasts with a figure of 83.4% for 

tenants living 4 in a block (upper) properties.   House size is also associated with housing quality i.e. satisfaction 

is highest for tenants living in 1-bed homes (93.2%), and lowest for those living in 4-5 bed homes (73.7%). 

 

 On an area team basis, housing quality satisfaction is highest in Cumnock & Doon Valley (90.1%) and lowest in 

Kilmarnock Central & South (84.7%). 

 

 Approx. eight in ten tenants (84.0%) agree that their home is energy efficient (13.5% disagree). In addition, 

83.1% of tenants agreed that it was easy to heat their home whilst 14.6% said heating their home was difficult.  

The remaining respondents answered ‘don’t know’ to both questions.  

 

 We observe that tenants who feel that their home is energy efficient and easy to heat are more satisfied with 

housing quality than tenants who disagree that their home is energy efficient and easy to heat, e.g. where a 

home is seen as energy efficient, 91.6% of tenants are satisfied with housing quality compared to 58.7% 

satisfaction where the tenant disagrees their home is energy efficient. 
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Information and participation 

 

 Ninety percent (90.6%) of tenants in 2020 said their landlord was good at keeping them informed about services 

and decisions whilst 3.1% said their landlord was poor on this measure (in 2017, 88.3% said the Council’s 

Housing Service was good at keeping them informed). The Scottish Council average for keeping tenants informed 

is 85.7%. 

 

 Tenants’ rating of their satisfaction with opportunities to participate in 2020 may have been influenced by the 

survey method (telephone), and now stands at 76.3%, with 19.2% responding ‘neither-nor’. This compares to 

85.6% satisfied and 11.7% saying ‘neither-nor’ in 2017 (which utilised face to face interviewing using showcard 

information). We note that in 2020, when a tenant is aware of their landlord’s participation methods e.g. EATRF, 

they are much more like to be satisfied with opportunities to participate i.e. 85.7% satisfaction for tenants who 

are aware of these options compared to 57.7% for those tenants who are not aware. 

 

Contact, communication and digital 

 Most tenants (68.9%) have been in contact with their landlord over the last 12 months principally to discuss a 

repair.  Approx. eight in ten tenants (84.4%) found their landlord’s staff to be easy to get hold of during their last 

contact, whilst 5.4% said that contacting staff had been difficult.  Thinking about staff helpfulness, 86.9% of 

tenants said staff had been helpful whilst 2.2% said staff had been unhelpful.   

 

 Overall, 84.7% of tenants were satisfied with their most recent landlord contact whilst 4.0% were dissatisfied.  

 

 Most tenants (66.9%) have access to the Internet although access levels tend to decline with age. Of those 

tenants who have Internet access, 41.4% have used one of their landlord’s online services in the last 12 months, 

and amongst these tenants, 33.3% say that online services have got better, whilst 53.2% say the service has 

remained the same. 

 

Repairs 

 

 Approx. eight in ten tenants (76.6%) are aware of their landlord’s repairs policy whilst 23.4% are not aware. 

 For tenants whose properties have been repaired in the last 12 months, 88.4% are satisfied with the service 

received whilst 8.4% were dissatisfied.  In 2017, 85.1% of tenants were satisfied with their last repair (in the last 

year) and 13.6% were dissatisfied. 

 For all property repairs, the most satisfied tenants by property type are those living in 4 in a block (ground) 

properties (91.1% satisfied), whilst the least satisfied are tenants living in end-terrace homes (84.5%). Overall, 

across all property types and all years, 87.5% of tenants were satisfied with their last property repair and 7.8% 

were dissatisfied. 

 In terms of tenant profile, looking across all repairs, tenant satisfaction is highest amongst older and single 

person households. Conversely, satisfaction with repairs is lowest amongst tenants who are younger, employed, 

and those who have children at home. 

 Considering the repair service over the past 3 years, 25.2% of tenants think the service has got better, whilst 

7.7% say ‘worse’ and 58.2% think the service has remained the same. 
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Neighbourhoods 

 Approx. eight in ten tenants (84.9%) are satisfied with the contribution of their landlord to the management of 

their neighbourhood (7.1% are dissatisfied).  The satisfaction level in 2020 is somewhat behind the figure for 

2017 (87.0%) but is ahead of the Scottish Council average (83.6%).  

 

 Tenants living in the Ballochmyle ward (90.3%) and Annick ward (90.2%) are the most satisfied with 

neighbourhood management whilst the least satisfied are tenants living in Kilmarnock East and Hurlford (77.6%) 

and Kilmarnock South (75.0%). 

 

 Most tenants (68.7%) are aware of their landlord’s anti-social behaviour policy; 31.3% are not aware.  In 

addition, approx. one in seven tenants (15.7%) has experienced anti-social behaviour in the last 12 months. 

 

 A possible reason for the decline in overall tenant satisfaction with neighbourhood management is anti-social 

behaviour and we note that for tenants who have experienced anti-social behaviour, 64.5% are satisfied with 

neighbourhood management compared to 89.0% satisfaction where no anti-social behaviour was experienced. 

 

Rent value 

 

 Most tenants (84.6%) rate rent value for money as good in 2020; 4.8% say rent value is poor and 10.5% 

answered ‘neither good nor poor’ value.  In 2017, 83.6% of tenants rated rent as good value whilst the Scottish 

Council average in 2019-20 is 82.9% saying rent is good value. 

 

 In terms of dwelling type, tenants living in end terrace homes are the most positive on rent value (87.8% say rent 

is good value), whilst the least positive are those living in semi-detached homes (75.4%). In relation to property 

size, tenants living in 2 bed homes are the most likely to say that rent is good value for money (86.0%) whilst 

tenants living in 4-5 bed homes are the least likely to be positive about rent value (57.9% say rent is good value). 

 

 Tenant demographic ratings of value for money are highest where the tenant is older, where the property is easy 

to heat, and energy efficient, and where the tenant is in receipt of rent related benefits.  Conversely, ratings of 

rent as good value are lowest where the tenant is employed or has a property which is more difficult to heat and 

does not seem to be as energy efficient as others. 

 

Coronavirus lockdown 

 Most tenants (61.8%) agreed that they had been adequately supported by their landlord i.e. the Council’s 

Housing Service, during the Coronavirus lockdown. Approx. one in five tenants (20.4%) disagreed they felt 

adequately supported, and 17.8% responded ‘don’t know’.  We would highlight that this finding appears to be 

relevant to how tenants have rated most landlord services in this survey, i.e. tenants who agree they been 

adequately supported are much more positive about communicating with their landlord and with services such 

as repairs when compared to tenants who say they have not been adequately supported. 

 

 Tenants were also asked to rate how their landlord had managed its housing service during lockdown. In respect 

of this question, 64.3% of tenants are satisfied, 10.2% are dissatisfied and 19.0% don’t know.  Tenants who say 

they have felt supported during lockdown are much more positive on this measure (93.1% satisfied) when 

compared to tenants who say they haven’t felt supported (18.4%). 
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Conclusions 

 

This 2020 tenant satisfaction survey indicates that the majority of tenants (91.9%) are satisfied with the overall 

service they receive from their landlord. In addition, more than eight to nine in ten tenants are satisfied with key 

elements of the housing service such as housing quality, repairs, and being kept informed.  

Possible areas for further investigation 

Whist a majority of tenants have expressed satisfaction with the housing service they receive from the Council, a 

minority have identified some dissatisfaction and based on the tenant feedback in these and other areas, we would 

propose the following as having potential for further investigation: 

 Thirty three tenants (5.2%) are dissatisfied with the housing service overall citing possible improvements to the 

repair service (52.0% of all dissatisfied tenants), and the condition of the home (28.5%; - mainly internal). 

 

 Just under one in ten tenants (9.1%) are dissatisfied with housing quality, and for these tenants, the main 

property improvements are: upgrading kitchens (27.7%), dealing with dampness/condensation (26.8%), 

improving bathrooms (22.2%), improving the external fabric of the home e.g. roofs/gutters etc (21.2%), and 

improving windows (14.9%). We also note from the survey that approx. 14.0%-15.0% of tenants do not think 

their home is either energy efficient or easy to heat. 

 

 The survey has indicated that approx. one in three tenants (33.9%) are not aware of the various tenant 

participation opportunities that are open to them. These ‘unaware tenants’ also tend to be less likely to be 

satisfied with the ‘opportunities to participate’ indicator with over a third (34.4%) of this group saying they are 

‘neither satisfied nor dissatisfied’ on this measure. Although most tenants do not seek to get involved in their 

landlord’s decision making (75.0%), the approach of providing more information on how to get involved (7.9%) 

and providing more online decision making (6.1%) are the two most popular means of facilitating more tenant 

participation. 

 

 Most tenants who were dissatisfied with contacting their landlord said that this was the result of their enquiry 

having an unsatisfactory outcome (51.8% of dissatisfied tenants). 

 

 From the perspective of tenants who were dissatisfied with their last property repair, the main areas for 

improvement are completing the repair on the first visit (30.7% of those who are dissatisfied) and improving the 

repair quality (26.4%).  

 

 In relation to neighbourhoods, 15.7% of tenants have experienced anti-social behaviour in the last 12 months, 

and this experience seems to be closely related to a tenants’ views of the neighbourhood management service 

provided by their landlord. When asked what would improve their neighbourhood as a place to live, the top five 

tenant suggestions were: tacking drug use/dealing (9.9%); dealing with problem neighbours (8.6%); better 

landscape maintenance (7.4%); dealing with litter (5.3%); and improving communal areas e.g. bin storage (4.2%).  

 

 Tenants who rated rent as fairly or very poor value for money have indicated that reducing the level of rents 

(54.7%), improving the inside of the home (22.4%), and providing a better repair service (17.3%) are the three 

main rent value improvements.  


